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(57) ABSTRACT 

The present invention provides a method, system and com 
puter-readable storage medium storing instructions for facili 
tating consistent application of price polices on every sales 
transaction supported through a customer relationship man 
agement system, in order to identify price exceptions in vio 
lation of stated corporate pricing objectives. Having such 
capabilities coupled With a customer relationship manage 
ment system enables embodiments of the present invention to 
reduce the time to identify and evaluate price exceptions that 
impact revenue and margin. Agents responsible for sales 
interaction With customers can immediately identify viola 
tions of price policies. Those responsible for authorizing 
exceptions can easily determine the effect of those exceptions 
upon impacted markets. 
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DEAL MANAGEMENT IN A CUSTOMER 
RELATIONSHIP MANAGEMENT 

ENVIRONMENT 

CROSS REFERENCE TO RELATED 
APPLICATIONS 

[0001] This application claims the bene?t under 35 U.S.C. 
§ 1 19 (e) ofU.S. Provisional Application No. 61/456,462 ?led 
Feb. 27, 2009, entitled “Deal Management in a Customer 
Relationship Management Environment,” and naming Tarak 
IshWarbhai Patel, Arun Abichandani, William Thomas 
Turchin, Deepak Hazarika, David AndreW Fraser, Paul Lars 
Helgeson, Anamitra Debnath, Neha Dubey, Kalyanpur Satish 
Baliga, Arvind Dangeti, Stanley EdWard Quinn, Laurel Ann 
Turner, Rachel Alexander Scales, and David Wayne Trice as 
inventors. The above-referenced application is hereby incor 
porated by reference herein in its entirety as if completely and 
fully set forth herein. 

FIELD OF THE INVENTION 

[0002] The present invention relates to deal management in 
a customer relationship management environment, and, more 
particularly, providing decision support tools integrated into a 
deal negotiation process to aid in achievement of pro?t and 
revenue objectives. 

BACKGROUND OF THE INVENTION 

[0003] Business entities interact With customers, potential 
customers and other contacts through a Wide variety of dif 
ferent communication channels. Such communication chan 
nels include face-to-face, telephone, fax, email, voicemail, 
Wireless communication, Internet sessions, and the like. With 
all these various communication channels, business entities 
are faced With managing each customer interaction While 
meeting service levels and maximizing customer satisfaction. 
In addition, business entities are faced With staf?ng and train 
ing a Workforce to interact With customers through these 
communication channels through, for example, customer 
support centers, telebusiness organizations, or sales, market 
ing and service professionals. Customer relationship man 
agement (CRM) applications enable business entities to more 
effectively sell to, market to, and serve their customers across 
multiple channels in any industry. 
[0004] In a competitive marketing environment, business 
entities have historically strived to increase pro?ts by reduc 
ing costs and increasing sales volumes. But there is a limit to 
the effectiveness of cost cutting initiatives to improve corpo 
rate revenues. Once cost cutting initiatives have been in place, 
a business entity tends to focus on improving pricing perfor 
mance in order to maximize pro?tability. One such focus 
relates to pricing initiatives that can more fully capture value 
of a business entity’s product offerings to their customers. As 
a result, price management solutions are desired by business 
entities in helping to achieve pro?t and revenue objectives. 
Enabling an organization to enhance margin and revenue by 
delivering value-driven prices to value-conscious customers 
throughout the business entity, While employing industry best 
practices is desirable. 
[0005] A deal management solution that provides a mecha 
nism for creation of price policies and enforcement of those 
price policies throughout a business entity is desired. Tying 
such a deal management solution to a customer relationship 
management environment Will enable dissemination of price 
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policies throughout the business entity through the CRM 
environment. Thus, price policies can be quickly instituted at 
every level impacted by the CRM solution. Typical deal man 
agement solutions are not integrated and therefore fail to 
provide real-time feedback at the quote stage. Instead, such 
typical systems require separate data stores and involve asyn 
chronous updating of those separate data stores, along With 
additional management overhead such as security and data 
base management. An integrated solution that eliminates this 
separate and parallel management of resources is desired to 
reduce resource expenditure of the business entity. 

SUMMARY OF THE INVENTION 

[0006] The present invention facilitates consistent applica 
tion of price polices on every sales transaction supported 
through a customer relationship management system, in 
order to identify price exceptions in violation of stated cor 
porate pricing objectives. Having such capabilities coupled 
With a customer relationship management system enables 
embodiments of the present invention to reduce the time to 
identify and evaluate price exceptions that impact revenue 
and margin. Agents responsible for sales interaction With 
customers can immediately identify violations of price poli 
cies. Those responsible for authorizing exceptions can easily 
determine the effect of those exceptions upon impacted mar 
kets. 
[0007] Embodiments of the present invention provide a 
customer relationship management system that includes an 
opportunity management subsystem, a quote management 
subsystem, a deal management subsystem, and a database 
storing deal management tables associated With the deal man 
agement subsystem and accessible by the other subsystems of 
the customer relationship management system. In aspects of 
the above embodiments, the deal management tables include 
one or more guideline tables that de?ne pricing criteria and 
guideline plans. In additional aspects of the above embodi 
ments, the pricing criteria tables can include pricing segment 
de?nition tables and pricing strategy tables. 
[0008] In a further aspect of the above embodiments, the 
deal management subsystem evaluates parameters of a quote 
entered in the quote management subsystem and returns 
results of the evaluation to the quote management sub system. 
The evaluation is performed on the quote as the quote is 
entered and uses data stored in the deal management tables. 
The data can include customer-related information provided 
by the opportunity management subsystem. The quote 
parameters include line items of the quote and characteristics 
of the quote. In aspects of the above embodiment, the evalu 
ation includes comparing prices in the quote With limits of a 
pricing segment associated With the quote customer. 
[0009] The foregoing is a summary and thus contains, by 
necessity, simpli?cations, generalizations and omission of 
detail; consequently those skilled in the art Will appreciate 
that the summary is illustrative only and is not intended to be 
in any Way limiting. Other aspects, inventive features, and 
advantages of the present invention, as de?ned solely by the 
claims, Will become apparent in the non-limiting detailed 
description set forth beloW. 

BRIEF DESCRIPTION OF THE DRAWINGS 

[001 0] The present invention may be better understood, and 
its numerous objects, features and advantages made apparent 
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to those skilled in the art by referencing the accompanying 
drawings. 
[0011] FIG. 1 is a simpli?ed block diagram illustrating a 
customer relationship management system architecture 
usable in conjunction With embodiments of the present inven 
tion. 
[0012] FIG. 2 is a simpli?ed block diagram illustrating a 
logical con?guration of a customer relationship management 
system 200, incorporating embodiments of the present inven 
tion. 
[0013] FIG. 3 is a simpli?ed ?oW diagram illustrating a 
process for creating a pricing strategy, in accord With embodi 
ments of the present invention. 
[0014] FIG. 4 is a simpli?ed block diagram illustrating one 
example of a deal management data model usable to imple 
ment embodiments of the present invention. 
[0015] FIG. 5 illustrates a user interface screen providing 
an example of de?nitions of pricing segments With primary 
pricing criteria. 
[0016] FIG. 6 illustrates a user interface providing an 
example of an association betWeen customer accounts and 
pricing segments. 
[0017] FIG. 7 illustrates a user interface providing an 
example of guideline terms associated With one of a set of 
guideline plans. 
[0018] FIG. 8 illustrates a user interface displaying an 
example of data that can be found in a pricing strategy table, 
in accord With one embodiment of the present invention. 
[0019] FIG. 9A illustrates an example of a user interface 
that can be provided by embodiments of the present invention 
and used to enter a quote or order by a sales person. 
[0020] FIG. 9B illustrates an example of a user interface 
that can be provided by embodiments of the present invention 
to select an appropriate deal management pricing strategy. 
[0021] FIG. 9C illustrates an example of a user interface 
that can be provided by embodiments of the present invention 
for entering line items associated With a quote or order. 
[0022] FIG. 10 is a simpli?ed ?oW diagram illustrating an 
example of a process that can be folloWed for entry and 
analysis of a customer quote, in accord With embodiments of 
the present invention. 
[0023] FIG. 11 is a simpli?ed ?oW diagram illustrating an 
example of a process for gathering item terms associated With 
a quote or order, in accord With embodiments of the present 
invention. 
[0024] FIG. 12 is a simpli?ed ?oW diagram illustrating a 
process for selecting an appropriate deal guideline term to be 
associated With a quote or order, in accord With embodiments 
of the present invention. 
[0025] FIG. 13 is a simpli?ed block diagram ofa computer 
system suitable for implementing aspects of the present 
invention. 
[0026] FIG. 14 is a simpli?ed block diagram illustrating a 
network architecture suitable for implementing aspects of the 
present invention. 

DETAILED DESCRIPTION 

[0027] The present invention provides a method, system 
and computer-readable storage medium storing instructions 
for facilitating consistent application of price polices on every 
sales transaction supported through a customer relationship 
management system, in order to identify price exceptions in 
violation of stated corporate pricing objectives. Embodi 
ments of the present invention further enable analysis of an 
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impact of a given price exception against a relevant market 
segment to aid in identifying revenue and margin impact. 
Embodiments of the present invention also enable under 
standing of price erosion, discount effectiveness and margin 
impact for price exceptions. Having such deal management 
capabilities coupled With a customer relationship manage 
ment system enables embodiments of the present invention to 
reduce the time to identify and evaluate price exceptions that 
impact revenue and margin. Agents responsible for sales 
interaction With customers can immediately identify viola 
tions of price policies. Those responsible for authoriZing 
exceptions can easily determine the effect of those exceptions 
upon impacted markets. 
[0028] An Example Architecture for Deal Management in a 
Customer Relationship Management Environment 
[0029] FIG. 1 is a simpli?ed block diagram illustrating a 
customer relationship management architecture usable in 
conjunction With embodiments of the present invention. The 
illustrated customer relationship management environment 
includes an enterprise server 110 that is a logical grouping of 
one or more servers 120 that support a group of clients (160, 
165) accessing a common database 130. An enterprise server 
can be con?gured, managed and monitored as a single logical 
group, alloWing an administrator to start, stop, monitor or set 
parameters for servers 120 Within enterprise server 110. In 
such a con?guration, parameters for the customer relation 
ship management system can be set at the enterprise server 
level, and these parameters can apply to every server operat 
ing Within the enterprise server. In addition, other parameters 
can be adjusted at a server (120) level to support ?ne tuning of 
those parameters. In this hierarchical parameter context, if a 
parameter is set at a server level, then the server- speci?c value 
for the parameter can override an enterprise server-level set 
ting for the parameter. Further, parameter settings at a com 
ponent level (processes executed on servers 120) Will over 
ride those set at the server level. 

[0030] Servers 120 can support back-end and interactive 
processes for each client accessing the server. These pro 
cesses are illustrated as one or more components 125 Within 

each server. A server 120 can support, for example, multipro 
cess and multithreaded components, and can operate compo 
nents in background, batch, and interactive modes. A server 
component can also operate on multiple servers 120 simulta 
neously to support an increased number of users or larger 
batched Workloads. Examples of component processes 
include, for example, mobile Web client synchronization, 
operation of business logic for Web clients, connectivity and 
access to database and ?le system for clients, integration With 
legacy or third-party data (e.g., data not native to the CRM 
system), automatic assignment of neW accounts, opportuni 
ties, service requests, and other records, and Work?oW man 
agement. Embodiments of the deal management processes of 
the present invention can also be implemented to execute on 
one or more of servers 120 as components. 

[0031] Servers 120 are coupled to a gateWay server 150, 
illustrated as part of enterprise server 110. GateWay server 
150 can coordinate the operations of enterprise server 110 and 
servers 120. A gateWay server can provide persistent storage 
of enterprise server con?guration information, including, for 
example, de?nitions and assignments of component groups 
and components, operational parameters, and connectivity 
information. A gateWay server can also serve as a registry for 
server and component availability information. For example, 
a server 120 Within enterprise server 110 can notify gateWay 



US 2010/0223103 A1 

server 150 of availability. Connectivity information such as 
network addresses can be stored in a storage accessed by 
gateway server 150. If a server 120 shuts down or otherwise 
becomes unavailable, connectivity information related to that 
server can be cleared from gateway server 150. 

[0032] Through their relationship in enterprise server 110, 
servers 120 and their components 125 can access one or more 

databases 130 and/or ?le systems 140. Database 130 can 
store, for example, RDBMS client software and tables, 
indexes, and data related to all operations impacted by the 
CRM system. Database information can include, for 
example, customer information, market data, historical pric 
ing information, current pricing information, contact infor 
mation, and the like. Similarly, ?le system 140 can store data 
and physical ?les used by clients 160 and 165 and enterprise 
server 110. File system 140 can be a shared directory, or set of 
directories on different devices, which is network-accessible 
to all servers 120 in enterprise server 110. In order for a client 
to gain access to ?les in ?le system 140, a client can connect 
to an appropriate server 120 to request ?le uploads or down 
loads. Server 120 can then access ?le system 140 using, for 
example, a ?le system management component. 
[0033] As stated above, embodiments of the deal manage 
ment processes of the present invention can be implemented 
to execute as components on one or more of servers 120, 

accessing database 130 to store and retrieve data. An alterna 
tive embodiment provides a separate server accessible by the 
same or different web server. The separate server can provide 
access to database 120, and thereby providing access to deal 
management information to other component processes 
through enterprise server 110. 
[0034] Clients 160 and 165 provide access to enterprise 
server 110 for agents using the customer relationship man 
agement system. Clients communicate to enterprise server 
110 through gateway server 150 either directly (e.g., client 
160) or via a web server 170 (e.g., clients 165). A web server 
170 can provide a mechanism by which enterprise server 110 
can respond to web-based requests (e.g., HTML, XML, and 
the like). Web clients 165 can include clients coupled to web 
server 170 via a local area network, metro-area network or 
wide area network and propagated over a variety of commu 
nications media, as discussed above. Further, web clients 165 
can include mobile clients accessing web server 170 through 
wireless communications means. Users of clients 160 and 
web clients 165 can include, for example, sales agents, ser 
vice agents, customer representatives, managers of the busi 
ness entity using the CRM, and the like. Users have access to 
all information accessible to enterprise server 110 in database 
130, as controlled by a user’s secured access rights. 

[0035] Speci?cally, users of embodiments of the present 
invention include, for example, price administrators who cre 
ate pricing strategies that can in?uence price negotiation pro 
cesses, sales representatives who can select a pricing strategy 
previously provided by a price administrator that satis?es an 
account and conditional-deal speci?c designations and who 
can quote and negotiate a quote with an entity corresponding 
to the account, and price approvers who review price excep 
tions generated during the deal process and detected and 
displayed by embodiments of the present invention. 
[0036] FIG. 2 is a simpli?ed block diagram illustrating a 
logical con?guration of a customer relationship management 
system 200 incorporating embodiments of the present inven 
tion. As discussed above, embodiments of customer relation 
ship management system 200 can be implemented by enter 
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prise server 110 described in FIG. 1. Customer relationship 
management system 200 is illustrated as including sub 
systems that provide functionality for opportunity manage 
ment (210), quote management (220), and deal management 
(230). Customer relationship management system 200, 
including all integrated subsystems, can access and store data 
in a customer relationship management database 240, corre 
sponding to one or more of database 130 and ?le system 140. 
It should be noted that although FIG. 2 illustrates the cus 
tomer relationship management system as including the three 
subsystems discussed above, additional subsystems provid 
ing additional functionality can also be incorporated in the 
customer relationship management system. Further, the 
described capabilities of the subsystems can be combined 
into one or the other of the individual subsystems. Each 
subsystem of the customer relationship management system 
can be implemented as one or more components 125, as 
discussed above with regard to FIG. 1. 

[0037] Opportunity management subsystem 210 provides a 
user of customer relationship management system 200 a 
mechanism for entering and accessing information related to 
a customer opportunity. The opportunity management sub 
system can provide, for example, user interface screens that 
lead a user through a work?ow allowing input of all data 
necessary to identify a customer and the nature of an oppor 
tunity associated with that customer. In addition, the oppor 
tunity management subsystem can provide a user with the 
opportunity to associate the customer related to the opportu 
nity with similar customers serviced by the entity using the 
customer relationship management system. As will be dis 
cussed in greater detail below, associating a customer with 
such a segment of the customer population of the entity can 
aid in analyZing deals for particular items in light of similarly 
situated customers. A user interface associated with the 
opportunity management subsystem can provide, for 
example, access to pre-de?ned segment descriptors to be 
associated with a customer (e.g., through the use of drop 
down menus). These pre-de?ned customer segments can be 
created and maintained, for example, by an administrative 
subsystem of deal management subsystem 230, as will be 
discussed in greater detail below. Tables and other data asso 
ciated with customer segments are stored in customer rela 
tionship management database 240 and are accessible by 
each subsystem of customer relationship management sys 
tem 200. 

[0038] Quote management subsystem 220 can provide a 
mechanism by which a user (e.g., a sales representative) can 
enter parameters of a proposed quote for a customer. In addi 
tion, quote management subsystem 220 can provide real-time 
analysis of the proposed quote parameters in light of infor 
mation associated with the customer segment associated with 
the customer, showing whether the proposed quote is accept 
able in light of those customer parameters. For example, a 
customer segment can have an acceptable range of prices for 
a particular product represented as a line item in a quote. If the 
proposed quote parameters (e. g., a discount) result in a quoted 
price for a line item outside the acceptable range for the 
customer segment, the quote management sub system can ?ag 
that line item. In addition, an overall analysis of the quote 
itself, encompassing all the line items, can also be performed 
and result in a ?ag. Embodiments of the quote management 
subsystem can also provide for a user to select a pricing 
segment for the customer based upon whether there are mul 
tiple pricing segments associated with the customer segment. 




















